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象 X 航空公司经过 30 年的稳步积累，规模不断扩大，逐渐成为国内领先的航空
公司之一，提供持续稳定的信息系统支撑是 IT 部门工作的重中之重，提高 IT 运
维管理水平迫在眉睫。本文根据 IT 服务管理、信息技术基础架构库(ITIL)等理论
知识，结合企业信息化建设实际情况，从组织人员、制度流程、技术支撑三大方





序，通过建设 IT 服务管理平台和统一监控平台来保障 IT 服务管理的理念、流程
的具体实施，初步建成 X 航空公司的 IT 服务管理体系。经过一段时间的实践检
验，用户满意度以及 SLA(服务级别协议)符合率等重点指标都有所提高。实践证































 With the rapid development of information construction, more and more 
applications have been developed. As a result, foundation platform architecture such 
as servers, storage and network become more and more complex and the difficulty of 
Information Technology (IT) operation and maintenance gets higher and higher. The 
traditional IT operation and management mode, which is passive and 
emergency-response, could not satisfy the need for further development of a company. 
Research at home and abroad shows that the service concept shall be adopted in IT 
operations management and a scientific IT service management system would help to 
promote the IT development of a company. This article focuses on X Airline, a 
leading company in the Chinese civil aviation market which has a history of 30 years. 
It is imperative for the IT department to develop a more stable information system and 
improve the IT operation management level. According to the theory of IT service 
management, Information Technology Infrastructure Library (ITIL), the author 
analyzes the status quo and existing problems of X Airline’s IT operation management 
system from three aspects, including personnel, processes and technical support. The 
author finds that the IT service management is dispersive and is lacking in process 
management, implementation efficiency and clear division of duty. In order to 
establish the X Airline’s IT service management system, this paper proposes several 
suggestions as follow, (1) Improve the execution efficiency of IT service management 
through adjusting the organizational structure and strengthening personnel training 
and appraisal. (2) Standardize the work procedures of IT service management by 
optimizing service strategy process, service design, service transition and service 
operation. (3) Guarantee the specific implementation of the concept of IT service 
management and process by constructing information system such as IT service 















satisfaction and SLA (service level agreement) coincidence rate and other key 
indicators have been improved, which prove that the system could upgrade the level 
of IT service management effectively.  This system could also provide a good 
example for IT management of other aviation corporations. 
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    本研究课题致力于为企业建立起一套科学的 IT 服务管理体系，切实帮助企
业提高 IT 运维水平，提升用户满意度，并为行业内公司的 IT 服务管理体系建设
提供一定的参考。 
1.2 研究内容和方法 










是 IT 服务管理的最佳实践，如何结合企业实际设计出适合企业的 ITIL 流程关系
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